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Abstract

The purpose of this research is to study patient’s expectation and satisfaction of service quality
at Dental Hospital, Faculty of Dentistry, Mahidol University. Data were collected from 400 samples
collected by questionnaire. The reliability of service quality expectation and satisfaction were both
0.90. Data analysis comprised of percentage, mean and standard deviation. Statistical analysis was
performed using Independent Samples t-test and One - way ANOVA followed by LSD to test the
differences of service’s expectation and satisfaction influenced by the variation of patient’s
demographic. The levels of expectation and satisfaction of the service quality were compared by
t-test. The overall results showed that expectation and satisfaction, of the service quality provided at
the Dental hospital, Faculty of Dentistry, Mahidol University were at high level in all aspects, including
the treatment services, service quality of the staft and the convenience of the hospital’s location and
amenities. Comparing the expectation and satisfaction of the service according to individual factors, the
results were found as followed. 1) difference of age and health insurance of individual patient resulted
in the difference in the level of satisfaction of the service. 2) difference in the frequency of visiting
the dental hospital last year had an effect on difference in the level of expectation of the service. 3)
the expectation and satisfaction of the service related to the treatment process and the treatment fee
were significantly different at the 0.05 level. Moreover the expectation was found to be above the

satisfaction of the overall service quality.
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